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Revised 2-16-82

ARTICLE XV

QUALITY STANDARDS

A. City Review of System performance

1. When there have been similar complaints made or where
there exis-ts other evidence which, in the judgment of the City Manager,
casts reasonable doubt on the reliability or quality of cable service,
the City Manaqer shall have the right to cOllpel the Grantee to test,
analy~e and repor-t on the performance of the sys-teM in order to
protect the public aqainst substandard cable service. Such test or
tests shall be lIlade and the report thereof shall be delivered to
the City Man.,er no later than fourteen (14) day. atter the City
Manaqer notifies the Grantee that he is exercisinq such riqht. Such
report shall include the following' information: the nature of the
cOlllPlaints which precipitated the special tests; what system component
was tested; the equipment used and procedure. employed in said testing;
the results of such tests; and the methqd in which such complaints
were resolved. Any other infoCllation pertinent to the special test
shall be recorded.

2. Said tests and &nalyse. shall be supervised at the
expense of the Grantee, if so requested by the City Manager, by a
profe.sional enqine.r who is not on the pedlanent staff of the Grantee.
The enqin_r shall siqn all racorcls of such Stlecial te.ts and forward
such records to the City Hanaqer with a repor-t interpretinq the
result of the tests and recommendinq actions to be taken.

3. In the event that the Grantee shall fail to make the
imprOVlBents, repairs or adjWlt:lllents to the system necessary to
rester. the reliability or quality of cable service within sixty
(50) days after the City Manaqer has qiven notice to the Grantee
that he is exercisil1g his riqh.t to ccmpel the Grantee to test. analyze
and report on the perfoDl&Dce of the syst_ as set forth in paraqraph
1 of this section B, the Grant.. shall pay to the City the sum of
rive HUndred Dollars {$500.00} per day for each day that the Grantee
has failed to r-.dy such d.eficiency, unless the Grant•• proves to
the reasonable ..ti.faction of tbe City Man"qer that the 4ela.y was
caused by factors beyond the control of t:.I1. Grante., or is otherwise
waived by the City Council for qood cause sliown.
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ARTICI.E xV!

INSPEcrlON AND REPORTS

A. Inspection of Property and Reco~

At all reuol1llble times. the Grant... shaI1 pennit any duly 3uthorized representative of the

City to e:wnine al1 prtrperti of tlul Grantee.. toptber with any appuneDaDt property of tho Grantee

situated within or witbout the Gty. and to e."WIliDe and truuerlbe any and all m. and other records

ketlt or mamtaiDed by tluI Grantee or UDd.er its control wbich deaiI with the openQons. afi'aiIs, tr:msae:tions

or prt:IpC"CY of the Gr.uuae With~ to its fram:bil& It any sucll maps or records are not kept

in the City. or ~n rasaaable reqUllll made Iftilable in the City. aIId if the City COWl.cil sIII.Il dete:miDe

tbat an examillad01l thereof is Dec 1 y or apfrOpnatl. then all trl1ftl and mlint_ce e:c:peuses

DeC 1Iy iJlcumd in lDaIdDt such eumlaation shall be paid by tbI Grant...

B. A.ru!uf4 Co1II!!I!Y Repora.

The Grantee sball file the followm, reports annually with the City Gerlt not later than

one huadnd and twenty (120) da~ after the end of Grantee's fisc:I! year.

1. A COllY of tbe consoUdate report to its stocldlolden for such flSCl1 year rendered

by the Grantee's plU'tlllC compaD)' for all of its operations. a col')' of 3Udl plU'tlllt compaay's consolidated

profit and 1011 (inCOllle and expense) SUtellleDC for all of its opc'ItioDS, and a COllY of such Plmlt

colDpay's consolidated baiance meet for all of its ol'8ntions.

2. A COllY of its report to its rtoctlloklers concemiq its TOJftlll:lI tfaacbi- OpentiOIW

for sadl flscal Yell' (if it prep_ such report). a copy' of its prafit and loss (income and expaue)

statuaGlt for its TornJIQI franc:llUe opcuioDa for such~ Y_. and a copy of its balauQl sheet

for its TortUCe fruchiM operations for such fiacI1 yeu showiq its imwtmllDt in .praperties deYoted

to its Tomnce frmclUle opcadoas on the buia of oripw COlt \eel detlr8ciatioa. topthft with such

other _l1lIble iDfOl'lllUl104 as the City.MIasqw sbal1 reqUllll with rwpect to GlIDtee's prQllerties and.

expenMS related to its CATV opentlo.. -itbin the City. Sucl1 reports C01IcerninI the Grantee's Tornnce

frandlUe operatic.. sball be IpplOYed. by an independent certified. public accountant and certified as

to correctness by an officer of the Grantee.

e. FCC Reports.

The Grantee sbal1 file with tluI City Ocrk a copy of eYer( report in'lOIYinI its Tomnce

cable fe!ll\'lsion systllSll made fo the FCC. as well as a copy of eftrY such report made fO :my Stafe

apncy wbich in tbe fUEUft may I'eJUIate such system.

D. ReJmt! to City Maa.....-

The Gl'Ultee sIIaIl pnpue and l'urDiII1 to the City M....... at the tim. and in the form

that he prescribes, sucb. reports with respect fa its operations, alfails, trmsKtiolll, or propertY as l1e

determines may be reasonably nec=ssary or applopriate for the protection of the rililts of the City

hereunder.
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In the event that the Gtut.. sllall neglect, omit or otherwise fail to file with the City

any report required by lbe above provisions of thi3 Article XVI at the time specified herein. the Grancee

sbail pay the City the sum of Fifty Ool.brs (550.00) for each day or portion thereof that such violation

continues foUowUll such ten (10) day l'eriod. unless waived by the City Council for lOod cause shown.

•
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ARTICLE XVU

EVAI.UATION SESSIO NS

A. Peri. E'laiuation SeaiDns.

1"h8 City iUId the Gruue sl1a.I1 hold schlldul.ed eftluadOll SISIioaa witbin thirty (30) Qa}'

of the third, sixth, niDCh IIIIl tweifth 3IIDiftrsy dates of the arm_ of tbis frmcbiM, All sucI1 eft.Iuatio

seaioDI sball be 0" to the public IIIIl ad'.tisld ill a n....splpllZ' of pMJa! c:irculatiou at last liv

(5) days before eadl SIIIion. 1"h8 seSoaa sball be held at suc:h plac:e. dale IIIIl tilDe ami befon sue:

body or officer u thI aty Couac:l1 sbaIl dee.rmiaL 1'lut purpoM. of the seaioa sbaIl be to enluat

the performaace of the GcuaUe in f1l!ftDjn, its obliption WIder tbls fnncbiM and the quality of il

semc:e to the publil:. Subject (or diII:uuioIl may iIIdude. but sIuJI not be limited to• ..u:e rate struetun

l'ne or diIcoaated ..-ice. appW:ltion of .- recIuIoIClliel. system perf'ormmce, .mea pnmded

prasnmmiDI offend, CUlICOIII.. COIDllWDU, priftcy ami civil riIIlcs. amtlllCimmts to tbis ordinanQl. staam:

of Coqnss md the Lqislatuft UIIi judida! UIIi FCC rulinp.

B. SfIIICliIl !ftiuation Seyions.

1'hI CIty may bold specW 8'IUuadon seSolll at any tilDe durinI the term of this l'nncbise

1"h8 Gnat.. sbaIl be notIfJed o( the pIac:e~ time aad date thereof ami the topics to b. dJIcussed. Sud:

S dO'llI sbaIl be Opel to the publil: mel ad¥llrtised ill a ne.spaper of pneraj circuLation at leaIl: fion

(5) days before _h -.sion.

XYn·l
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ARTICLE xvm
PROHIBm:D AcrIVtTIES

A. TelC'ision Sees.

The GlUt.. sbal.l noc airectly or indirectly 0:10 my of the foUoQg aas:

[ . En.... in to businea of se!llll1 at retail. leuinl. rmtill,. repaitiDC or semdnll of

teirriston sees. radios 01' other rec:eivin, appantUS, 01' my put 01' COlIlponent thereof e:cc'9t set converters

ownec1 by the Grantee;

2. Prlmde any senice or repair to its subIeritlers. (or a (ee or oth-ue. wftich extends

beyond the COllllectiOD of its servic:e or the detcsmiaation by GlUtee of the quality of its siiDal to

the reeipilll1tS thereof;

3. Solicit. lWfer or caul or pcmit the solic:itation or refem.l o( any subscriber to persons

enppd in any busiMsI hII'lIiD prohibited to be ""ppd in by Gnmtee; provfded. however, dlat the

above provisions of tI1:is Section A shall Dot apply to modi.tlcations made to permit two-way

commllllications.

B. Tapin &lid MoIitoril!J.
Tha Gnmc. mao aot tapl or monitor or permit any other persoll to tape or monitor any

CIblI, 1m., silUl iJqlut dPica or subIcrIMr ouu.c or NCAi:N. for any purpose wbalSOeYer without the

exprea writteD co_t of the subs:riIHlr or a court order tblnfor; pftW'ided. howma'o that tho Grantee.
shill be endtlecl to conduct syItIID'Wide or iDdtrid1Wly addnIIId •sweeps· (or tho PUI'pOse of verifying

system iDtIIritY. COlltZ'Ol1Iq mum path tramIlIiIIioD or bi11i1lt for pay scmces.
c. Dae CoDec:tion.

I. n. GlUIlII sbaIl Dot tabulate any test reouJa. l10r pcmit the lISI of its cable teleYision

system for sw:h. tablllartllll. -bidl 1IIOu!d t89al till commaci&l prodlla preflnn_ or opinions of

~ mCDben or their fam. or rJWr JUIIIt, I.fc:.c1eer or employ... without tile prior COllUnt

of tile Cty CoUllcil, wbidI. it it srmts SUI:il co_to may place reasonable condJtiolll therefor..
2. la any male. til. Gtlllhi slWI not lllftai or per.rlit til, re.t_ or sale of such data

OIl indiYitiual S1IbsCdben; but. subject to til. COllHDt of the City Cowrcil. may reveal or pmrit the

rei.. or sal. of agreph data only;

D. 1lI9alitl! Sul!Srib!r Ptef...c:-.

1. The GlUltel sball l10t meal iDdmdual subscriber preferences. viewin, habits, beliefs,

PbiIoIIotlily, enedI or relilioUl be!i8Cs to any penan. fItm. ipftCy. IOmmtlenw writ or ilmstipcinl

&II=Y without court authority 01' prior writellll =aIIllt of til. subsmber.

2. Sucll written consent, if 1IiTeD. sbaI1 bo limited to a period of time DOC to exceed

t1Ine (3) yan.

3. The GtlIlltlO shall 110t conditiOll tile d.1iYerY or receq.t of noninteractift cable services

to any subscriber 011 any such COllSOllt.

xvm·l
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4. Suc:l1 a subsaiber may revoke without pewty or cost any consent previously made

by deliverinl to the Grantee in writinl a substantia! indic:ltion of his intent to so revoke.

E. ReveaWs' Subsc:rtber Usts.

The Grantee sball not reYe:U or sell or permit the reJ_ or sale of its subscriber list (I)

without the prior writtllll. c:o_t of the City CoUDCil. which. if' it pants such co_to may place

reuonable conditionl UlCllOll. or (2) except as the same is nec--r for the constructioa, mllrltltinl

aDd mliDt_ of' tbe Grantee's f"",litiM aIII1 serricel hInwIder aDll the concomitaat billiDl of'

subec:rihers for said serriceL

F. Oth!r P... Affected.

Tho probilritiona COIItIiDed ill Sec:tioa A ra F iIlclutiN of tbiI AItIcIe XVIII sbaIl extend

aDd apply to all of'tbe fol1owiDl as well II to the Gmuee:

I. om.... dD1lc:ton, eIII1Ilo,.s 1IId' IpDts of the G.rantee;

2. GeDenl UId limited put:IlG of the G.rant..;

3. Ally penon or COIIIbiDadon of pw_ owniDI. holcliDc or controlliDl fITe (5) percent

or mon of' any COIl ponte stock or odic oWMnbip iDttnIt of the GlUItee;

4. AllY dmfated or subIidiary eatity 0W'llId or c:ollUOOed by GlUIcee, or iD wbicll any

oftlc.. dlnctor. stoeltJIolder. IIJlIftl or llmihd pam.. or petSOII or IrOUP of penoaI ownill.. boldine

or c:ontrolHq my owlmllllitJ iIlt.. ill the GdIltn, sbaIl DW1t, hoJ.cl or control lift, (5) peI'CIIIlt or

more of any COl PO'" SIIOct or odic ownenIiip iDca.; aDd

5. Asry penon. fma or corpontioa aI:IiDI or semq iD the ~ldty of' a 110ldinl or

contzolliDl COIIIpIDY of the GlUt...

. '

XVllI-2



NATOA SURVEY ON CUSTOMER SERVICE
STANDARDS

Jurisdidion/State C.,·b dkkl'jL iJJr~-~1;

Operator(s) Uw< r; W~?t- iA,t.k..•

FCC Community Unit Identifier # jUt.. D51 J.---.

NamelTitle ~-:~\'-\- F. )~
;i:1J P: D,Vvl,:mO f..J S~v~ wfOofo'V

Af &of! S2Q ~/dT<fL t IJ<.-
Z,11t70Z-

Phone Cjt9 t 820 \ .3 62/

Fax .1/9. t:j t, i', rOdb
1. Have you adopted the FCC customer service
standards and notified operator ofsam~

~ NO

2. Date you adopted the rules? / Z. -/ Z - '1 cI

3. Date they become effective in your franchise?
1~-/2. - '7'1

4. Did you have customer service standards in place
prior to the FCC's rules? ~ NO

If possjble, please enclose a copy of your standards
clearly labelled with:
jurisdiction Name I Operator Name I Date

IN YOUR OWN OPINiON......

15 Are the.se new standards differen~
How? ~ NO

L. ~~fl"-tl'-~~

16. Are these standards more stringent?
How? @ NO

~~

17 Why were they necessary~unity?

~"'L'~. I?- _
7 tJr;c1;4~ ~Jk( 10
AOt.U~ ~ jJ~ -

18. What sort of evaluation methods are you using to
determine compliance? (describe)

ChW~-4"'~ ~/I k-vt
-7v~ ~H-.i!

5. Date implemented? i,/€U

6. Implemented during franchise? ~ NO

7 Did they require a franchise modification?
YES

8. Implemented during transfer? YES

Q Implemented at renewal? YES
1Q. Has the operator cooperated in provi~
necessary or required data? ~ NO

10. Were these standards different orm~
stringent than the FCC's rules? ~ NO

11 Specific problems your standards addressed?

rJI .-tl1~~ '" ~1c#"'l;;J7l
rt.i:1~~f,t; -

12. Did you pass different or more strjng~lesafter
the FCC rules came ouf? qD/ NO

13 What date?

14 Franchise modification?

20. Is your operator's compliance with FCC or your
rules generally: ~K BAD

21. Has your operator attempted to pass through costs
of complying with the FCC rules? ~ NO

22 Have you seen a decrease in subscriber
complaints about service after you adopted FCC
customer service rules? YES CNQ:)

23. Did you see a decrease in complaints after you
implemented your own rules? YES~

24. Are there consumer protection laws in your state
that you think apply to cable operator~ be
applied? (~ NO



City of Raleigh's

Customer Service Standards
for

Cable-Telecommunication Providers

1. Subscnber Privacy

In accordance with Section 631 of the Federal Cable Act of 1984, the Grantee sball, no less than annually,
provide a privacy notice in the form of a separate written statement to subscnbers as required by the
provisionB of the Act.

2. Employee Identification

When calling in person on subacnbers or other residents, all employees or authorized representatives of the
Grantee are required to display an employee identification card with their name, photograph and signature,
and a telephone number that can be used for verification of the representative' capacity with the Grantee.
Grantee's vehicles shall display the name of the cable telecommunication company in easily distinguishable
alpha-numeric characters. Grantee shall make a reasonable effort to cause its subcontractors' vehicles to be
identified in a like fashion.

3. Office and Telephone Availability

A. Knowledgeable, qualified company representatives shall be available to respond to customer telephone
inquiries Monday Through Friday during normal business hours. Additionally, based on community needs,
Grantee will staff its telepbonel for supplemental hours on weekdays and/or weekends.

B. Under normal operating cOnditiODII, telephone answer time by Grantee's Customer service representatives,
including wait time required to transfer the call, shall not exceed 30 seconds. This standard sball be met no
less than ninety percent of the time measured on an annual basis.

C. Under normal operating conditioDII, the customer shall receive a busy signal less than three percent of the
total time that the Grantee's office is open for business.

D. Customer service ceuter and bill paymeDt locations operated by Grantee shall be open for transactioDII
Monday through Friday duriDa normal business hours. Additionally, based on community needs, Grantee
sball schedule supplemeatal hours on weekdays and/or weekends during which these centers shall be open.

E. Grantee shall be respoDllible for adopting and implementing subscn"ber complaint procedures, and for
advisiq sublcnbers of the availability of these procedures. The procedures shall be designed to resolve
subscnber complaints in a timely and satisfactory manner; to develop seDIIitivity and respoDllivene8s to
subscriber needs by Grantee andiU management; and to improve the quality and dependability of services to
subscn"ben by the Grantee.

Established complaint procedures shall included: specific provisions permitting subscn"ber repair service
comp1aiota received to be received by telephone twenty-four (24) hours each day and seven (7) days each
week; permitting subscnber repair service complaints to be received at the Grantee's business office from
8:00 AM until 7:00 PM on Monday through Friday of each week and from 9:00 AM until 1:00 PM on
Saturday; and the address of the Grantee's business office.



4, Installations, Outage and ServIce Calls

Under normal operating conditions, each of the following standards shall be met no less than 95 % of the
time measured on an annual basis.

A. Standard installation shall be preformed within seven business days after liIl order bas been placed.
·Standard· installations are up to 125 feet from the existing distnbution system.

B. Excluding those situations beyond the control of the Grantee, the Grantee shall respond to service
interruptions promptly and no later than 24 boon after the interruption becomes known to the Grantee.
Grantee must begin actions to correct other service problelDB the next business day after notification to the
Grantee of the service problem.

C. The ·appointment window· alternatives for installations, service calls, and other installation activities shall
be (a) morning, (b) afternoon, or (c) all day during normal businesl boon. Additionally, based on the
community needs, Grantee shall schedule supplemental boon during which appointments can be set.

D. If, at any time an installer or technician is nmning late, liIl attempt to contact the customer shall be made
and the appointment reschedule as necessary at a time which is convenient for the customer.

E. The Grantee shall render efficient service, make repairs promptly and intenupt service only for good cause
and for the shortelt time pol8ible. Such interruptions not within the midnight to 6 am period, insofar as
possible, shall be proceeded by notice to sublcnbers on a barker channel.

F. Grantee office and technical personnel, in lieu of answering devices, shall receive customer calls twenty-four
(24) hours per day and respond to all customer complaint calls until 10:00 p.m. on normal business days.
After 10:00 p.m. on any day, trained technicians shall respond to calls if (3) three or more complaints are
received by subscnbers served by a common distnbution system.

5. Communication, StatemeDt8, Refunds, and Credita

A. The Grantee shall provide written information m each of the following areas at the time of installation and at
any future time upon request:

• producta and services offered
• prices and service optiooa
• installation and service policies
• how to use the cable service

B. Subscnber billina statemeota shall be clear, concise and understandable. Such statements shall reflect all
services and feell in an itemized fashion.

C. Refund checb sball be issued promptly, but no later than the earlier of 45 days or the customer's next
billing cycle following the reaolution of the request or. If service was terminated 45 days from the date of the
return of the equipment supplied by the cable company.

D. Customers shall be notified in writing a minimum of 30 days in advance of lilly rate or channel change,
provided the change is within the control of the Grantee.



E. Grantee shall provide outage credit to subscnbers IJl accordance with the following policies:

Upon notification, should Grantee fail to correct a service outage problem - within its control· within 24
hours after having receipt of such notice, Grantee shall credit l/3Oth of the monthly charge for the affected
tier or premium service program to the subscriber for each 24-hour period or fraction thereof following the
first 24 hour period duriOg which the subscnber experiences service outage. Subscnber must advise Grantee
of the duration of the service intenuption for which credit is sought in order to receive such credit.

F. Late fees shall not be assessed earlier than 30 days past the billing cycle due date.

6. Complaint - Appeals

A. Upon notification by a subscnber of an unresolved complaiDt, the Information Access Manager shall
determine the facts of the complaiDt by obtaining information from the subscnber and the Grantee and shall
act to resolve the complaiDt in a manner consistent with the City's authority.

B. The cable subscnber may register a complaint with the FCC, regarding rates for cable programming
services or associated equipment, by using FCC Form 329, the Cable Programming Service Rate Complaint
Form.

ADOPTED BY THE COUNCn. OF THE RALEIGH TELECOMMUNICAnONS COMMISSION TInS THE
13TH DAY OF DECEMBER, 1994.

ATIEST:

ROBERT F. SEPE
Information Services Manager

Rev: 12-13-94
:standards.csS

/94

BY:

~--=:---:::-:--=:-:--=--~~./ /94
DAVID H. PERMAR, Chair
Raleigh TelecolDJDUDications Commission



NATOA SURVEY ON CUSTOMER SERVICE
STANDARDS

Jurisdiction/State t,.b /, AfJ'Ir.=1c;L iJJt~-(!~

Operator(sl );MrI ~n... CAtk.•

FCC Commun~ty Unit Identifier # ;l JC .oS I k=

NamelTitle ?:k.'-\-F. )~
;J:,v r: D (</,Mt-rJ() 0 S~v;C(;;i(5 ff1GfIV

/h) &of" S2Q hr/~, IJ<;...
l.1fQOZ-

Phone Q/9. 820 \ 36Z/

Fax .1/ 9. ~ t. i", f03b

1. Have you adopted the FCC customer service
standards and notified operator ofsam~

~ NO

2. Dote you adopted the rules? I Z. -/ Z - 'I cI

3. Date they become effective in your franchise?
1~-12 - 'it.{

4. Did you have customer service standards in place
prior to the FCC's rules? ~ NO

5. Date implemented? J')!!V

6. Implemented during franchise? ~ NO

7 Did they require a franchise modification?
YES

8. Implemented during transfer? YES

9. Implemented at renewal? YES

10. Were these standards different or m.2"J
stringent than the FCC's rules? ~ NO

11 Specific problems your standards addressed?

/fI' A1~~ ,f. GQluI~~7l
rt-q~~,t'j -

12. Did you pass different or more string~lesafter
the FCC rules came out? ~ NO

13. What date?

14. Franchise modification?

If possible, please enclose a copy of your standards
clearly labelled with:
Jurisdiction Name I Operator Name I Date

IN YOUR OWN OPINION......

15 Are these new standards differen~
How? ~ NO

L ~~ COM.lr,,--~

16. Are these standards more stringent?
How? @ NO

~~

17 Why were they necessary in y~Unity?

~ .....pt4. /~ -

7()~c1Jd~ ~J'k-r fo
A()(Q~ ~ ;'~ -

18. What sort of evaluation methods are you using to
determine compliance? (describe)

ChW~'- ~;J J...d
~~ d<AJH-:!;t

19. Has the operator cooperated in prov~
necessary or required data? ~ NO

20. Is your operator's compliance with FCC or your
rules generally: ~K BAD

21. Has your operator attempted to pass through costs
of complying with the FCC rules? ~ NO

22. Have you seen a decrease in subscriber
complaints about service after you adopted FCC
customer service rules? YES CNV
23. Did you see a decrease in complaints after you
implemented your own rules? YES~

24 Are there consumer protection laws in your state
that you think apply to cableoperato~ be
applied? (~ NO



City of Raleigh's

Customer Service Standards
for

Cable-Telecommunication Providers

1. Subscn"ber Privacy

In accordance with Section 631 of the Federal Cable Act of 1984, the Grantee shall, no less than annually,
provide a privacy notice in the fonn of a separate written statement to subscn"bers as required by the
provisions of the Act.

2. Employee Identification

When calling in person on subscn"bers or other residents, all employees or authorized representatives of the
Grantee are required to display an employee identification card with their name, photograph and signature,
and a telephone number that can be used for verification of the representative' capacity with the Grantee.
Grantee's vehicles shall display the name of the cable telecommunication compsny in easily distinguishable
alpha-numeric characters. Grantee shall make a reasonable effort to cause ita subcontractors' vehicles to be
identified in a like fuhion.

3. Office and Telephone Availability

A. Knowledgeable, qualified compmy represeutatives shall be available to respond to customer telephone
inquiries Monday Through Friday during normal business hours. Additionally, based on community needs,
Grantee will staff ita telephones for supplemental hours on weekdays and/or weekends.

B. Under normal operating conditions, telephone answer time by Grantee's Customer service representatives,
including wait time required to transfer the call. shall not exc.eed 30 seconds. This staodard shall be met no
less than ninety percent of the time measured on an annual buis.

C. Under normal operating conditions, the customer shall receive a busy signal less than three percent of the
total time that the Grantee's office is open for business.

D. Customer service center and bill payment locations operated by Grantee shall be open for transactions
Monday through Friday durina normal business hours. Additionally, based on community needa, Grantee
shall schedule supplemental hours on weekdays and/or weekends during which these centers shall be open.

E. Grantee shall be responsible for lIdopting and implementing subscn"ber complaint procedures, and for
advism, subscn"bers of the availability of these procedures. The procedures shall be designed to resolve
subscnber compJaiJa in a timely and satisfactory manner; to develop sensitivity and responsiveness to
subscriber needs by Grantee and ita management; and to improve the quality and dependability of services to
subscn"bers by the Grantee.

Established complaint procedures shall included: specific provisions permitting subscnber repair service
complainta received to be received by telephone twenty-four (24) hours each day and seven (1) days each
week; permitting subscnber repair service complaints to be received at the Grantee's business office from
8:00 AM until 7:00 PM on Monday through Friday of each week and from 9:00 AM UDtill:oo PM on
Saturday; and the address of the Grantee's business office.



4. Installations, Outage and Service Calls

Under normal operating conditions, each of the following standards shall be met no less than 95 % of the
time measured on an annual basis.

A. Standard installation shall be preformed within seven business days after an order has been placed.
"Standard" installations lU'e up to 125 feet from the existing distnbution system.

B. Excluding those situations beyond the control of the Grantee, the Grantee shall respond to service
interroptions promptly and DO later than 24 houri after the interroption becomes known to the Grantee.
Grantee must begin actions to correct other service problems the next business day after notification to the
Grantee of the service problem.

C. The "appointment window" alternatives for installations, service calla, and other installation activities shall
be (a) morning, (b) afternoon, or (c) all day during normal business boon. Additiooally, based on the
community needs. Grantee shall schedule supplemental houri during which appointments can be set.

D. If, at any time an installer or technician is running late, an attempt to contact the customer shall be made
and the appointment reschedule as necessary at a time which is conveoiem for the customer.

E. The Grantee shall reoJer efficiem service, make repairs promptly and interrupt service only for good cause
and for the shorteet time possible. Such intemrptions not within the midnigbt to 6 am period, insofar as
possible, shall be proceeded by notice to subscnbers on a barker cbanoel.

F. Grantee office and technical penormei, in lieu of answering devices, shall receive customer calls twenty-four
(24) houn per day and respond to all customer complaint calla until 10:00 p.m. on normal business days.
After 10:00 p.m. on any day, trained technicians shall respond to calls if (3) three or more complaints are
received by subscnben served by a common distnbution system.

5. Communication, StatementI, Refunda, and Credits

A. The Grantee shall provide written information in each of the following areas at the time of instAllation and at
any future time upon requeet:

• products and services offered
• prices and service optioaa
• installation and service policies
• how to use the cable service

B. Subscribei' billina statemeDta shall be clear, concise and understandable. Such statementa shall reflect all
services and feel in an itemized fashion.

C. Refund checb shall be issued. promptly, but DO later than the earlier of 4S days or the customer's next
billing cycle following the resolution of the request or, if service was terminated 4S days from the date of the
return of the equipment supplied by the cable company.

D. Customers shall be notified in writinJ a minjmum of 30 days in advance of any rate or channel change,
provided the change is within the control of the Grantee.



E. Grantee shall provide outage credit to subscriberll m accordance with the following policies:

Upon notification, should Grantee fail to correct a service outage problem. within its control· within 24
houn after baving receipt of such notice, Grantee shall credit 1/30th of the monthly charge for the affected
tier or premium service program to the subscn'ber for each 24-hour period or fraction thereof following the
first 24 hour period during which the subscnber experiences service outage. Subscnber must advise Grantee
of the duration of the service interruption for which credit is sought in order to receive such credit.

F. Late fees shall not be assessed earlier than 30 days past the billing cycle due date.

6. Complaint· Appeals

A. Upon notification by a subscn'ber of an unresolved complaint, the Information Access Manager shall
determine the facta of the complaint by obtaining information from the subscn"ber and the Grantee and shall
act to resolve the complaim in a manner consistent with the City's authority.

B. The cable subscnber may register a complaint with the FCC, reguding rates for cable programming
services or associated equipment, by using FCC Form 329, the Cable Programming Service Rate Complaint
Form.

ADOPTED BY TIm COUNCn. OF TIm RALEIGH TELECOMMUNICAnONS COMMISSION THIS THE
13TH DAY OF DECEMBER, 1994.

ATTEST:

ROBERT F. SEPE
Information Services Manager

Rev: 12-13-94
:standards.cs5
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Raleigh Telecommuoications Commission
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February 2, 1995

Mr. William Cook
Arnold & Porter
1200 New Hampshire Avenue, N.W.
Washington, D.C. 20036

Dear Mr. Cook:

Enclosed is the completed survey in reference to customer
service standards.

Thank you for allowing the City of Alexandria to be a part
of the survey. If you have any questions, please call me at
(703)838-4533.

S~relY

~i&M
Prescott Barbash
Consumer Affairs Administrator



NATOA SURVEY ON CUSTOMER'SEIMCE
STANDARDS

Jurisdiction/State AlexandrialY'irginia

"pcl....~ ....enclose a copy of your standards
dearIv labelled with:
Jurtsclctton Name I Operator Name I Date

IN YOUR OWN OPINION••••••

Operator(s) Jones Intercable, Inco _

FCC Community Unit Identifier #. VAO.=22:.;:O _

Narnetrrtle Prescott Barbash

cable 'Ielevi.sim hbi.nistrator

15. Are these new standards differen1?C\
~? ~

MJre Stringent
NO

Phone 703-838-4533

Fax 703-838-6426

16 Are=:,__JnlOre~ NO

t" 'Dtl.e!i....~ s· nust be net
95t.·ol t:l'I& time, financi.al penalties for
l'ltI.ssed .f.nat:a1]Mims after 2 by the fau!t
of the! fraJdti.... .



ORDINANCE NO. 3727

\ AN ORDINANCE to repeal Chapter 3 (CABLE TELEVISION REGULATION)
of, and to add a new Chapter 3 (ALEXANDRIA CABLE COMMUNICA
TIONS CODE) to, Title 9 (LICENSING AND REGULATIONS) of The
code of the City of "Alexandria, 1981, as amended.

THE CITY COUNCIL OF ALEXANDRIA HEREBY ORDAINS:

section 1. That Chapter 3 of Title 9 of The Code of the
City of Alexandria, 1981, as amended, be and the same hereby is
repealed.

Section 2. That Title 9 of The Code of the City of
Alexandria, 1981, as amended, be and the same hereby is amended
by adding a new Chapter 3, to read as follows:

Chapter 3

Alexandria Cable Communications Code

Article A

Sec. 9-3-1 Title.

This chapter shall be known and may be cited as the
"Alexandria Cable Communications Code."

Sec. 9-3-2 Purpose.

• I

The City Council of Alexandria finds that the development of
cable television systems has the potential to be of great benefit
to those who reside and work in the city. Cable technology is
rapidly changing, and cable plays an e.sential role a. part of
the city'. basic infra.tructure. Cable television sy.tem. make
extensive use of .carce and valuable PUblic rights-of-way in a
manner that differ. from the way in which the general public use.
them. Moreover, a cable company typically operate. a monopoly in
it. service area, or faces very limited competition. As a
re.ult, the grant of a franchi.e for the use of public rights-of
way has the effect of giving the holder extensive econ01llic
benefits and has the potential of placing the holder in a
po.ition to abu.e it. pub11c tru.t. For these rea.on., the city
council find. that gene~l welfare of the city requires that
regulations be established to ensure that any cable television
franchise granted by the city is in accord with and i. operated
in the pUblic interest. In light of the foregoing, the following
goals, among others, underlie the provisions set forth in this
chapter:

(a). Cable television should be available to as many city
re.idents as possible.



(b) A cable system should be capable of accommodating both
the present and the reasonably foreseeable future cable-related
needs of the community.

(c) A cable system should be constructed and maintained
during a franchise term so that changes in technology may be
integrated into existing system facilities to the maximum extent
feasible.

(d) A cable system should be responsive to the needs and
interests of the local community.

It is the intent of the city council that all provisions set
forth in this chapter be construed to serve the public interest
and the foregoing public purposes, and that any franchise issued
pursuant to this chapter be construed to include the foregoing
findings and pUblic purposes as integral parts thereof.

ARTICLE B

Definitions an4 Word Us.ge

)

Sec. 9-3-11 Definitions and usage - general.

For the purposes of this chapter, the following terms,
phrases, words and abbreviations shall have the meanings given in
this article, unless otherwise expressly stated. Words not
defined herein shall have a meaning set forth in Titl. 47 of the
United States Code, Chapter 5, SUbchapter V-A, 47 U.S.C. S 521,
At aag., as amended, and, if not defined therein, should have
their common and ordinary meaning within the cable television
industry.

Sec. 9-3-12 Access channel.

"Access channel" shall mean any channel on a cable system .et
aside by a franchise. for pUblic, .ducational or qov.rnmental
us••

S.c. 9-3-13 M.tlllate.

"Affiliat." shall mean any person who owns or controls, is
own.d or controll.d by, or i. under common own.rship or control
with a franchi••••

Sec. 9-3-14

"Admini.trator" shall m.an the cable t.l.vi.ion admini.trator
appoint.d by the city manager.

2



Sec. 9-3-15 Basic service.

"Sasic service" shall mean any service tier that includes the
retransmission of local television broadcast signals.

Sec. 9-3-16 Cable act.

"Cable Act" shall mean the Cable Communications Policy Act of
1984, 47 U.S.C. S 521, ~ ~., as it may be amended from time to
time.

Sec. 9-3-17 Cable service.

"Cable .ervice" shall mean (1) the one-way transmis.ion to
subscribers of video programming or other programming services,
and (2) subscriber interaction, if any, wbich i. required for the
selection of such video programming or other programming service.

Sec. 9-3-18 Cable system or system.

"Cable system" or "system" shall mean a facility consisting of
a set of closed transmission paths and associated signal
generation, reception and control equipment that is designed to
provide cable service which includes video programming and is
provided to multiple customers within the city, but such term
doe. not include any of the following: (1) any facility that
serves only to retransmit the television signals of one or more
television broadcast stations; (2) any facility that serves only
customers in one or more mUltiple unit dwellings under common
ownership, control or management, unle.s such facility uses any
pUblic right-of-way, including streets or easements; (3) any
facility of a common carrier which is Subject, in whole or in
part, to the provisions of Title II of the Cable Act, provided
that such facility shall be considered a cable system if it is
used in the tran.mi••ion of video programming directly to
SUbscriber., whether on a common carrier or non-common carrier
basis; or (4) any facility of any electric utility u.ed solely
for operating its electric utility systems. A reference to a
cable system refers to any part thereof, including, without
limitation, converters.

Sec. 9-3-19 City.

"City" shall mean the city of Alexandria, Virginia.

Sec. 9-3-20 Ci ty counat:f or council.

. \

"City council" or "council" .ball mean the governing body of
the city.

3



Sec. 9-3-21 Educational access channel.

"Educational access channel" shall mean any channel on a cable )
system set aside by a franchi.ee for educational use.

Sec. 9-3-22 FCC.

"FCC" shall mean the' Federal Communications commission, its
designee or any successor governmental entity.

Sec. 9-3-23 Franchise.

"Franchise" shall mean a non-exclusive authorization granted
in accordance with this chapter to construct, operate and
maintain a cable system along and within the pUblic rights-of-way
of the city or a specified portion thereof. Any such
authorization, in whatever form granted, shall not include, or be
deeded to include, an authorization to transact or carry on a
business within the city, or to attach devices to poles or other
structures, whether owned by the city or a private entity, or to
excavate or perform work in or along any pUblic right-of-way.

Sec. 9-3-24 Francbise agreement.

"Franchise agreement" .hall mean a contract betw.en the city
and a franchisee that sets forth, subj.ct to this chapt.r, the
term. and conditions under which a franchise will b. exercised.

S.c. 9-3-25 Franchise area.

"Franchise area" .hall m.an the area of the city that a
franchisee is authorized to .erve by its. franchise agreement.

Sec. 9-3-26 Francbisee.

"Franchi.ee" .hall mean a p.r.on who has b.en grant.d a
franchis. by the city.

Sec. 9-3-27 Governmental acce•• cbannel.

"Governmental ace••• chann.l" shall m.an any chann.l on a
cable system set a.ide by a franchise. for government u.e.

Sec. 9-3-28

"Gro•• r.venues" .hall~m.an any and all ca.h, credits,
property and other con.ideration of any kind or nature received
on an accrual basis directly or indir.ctly by a franchi••• , any
of its affiliate., any per.on in which a franchis.e has a
financial intere.t, or any other entity that i. a cable operator
of a system which is attributable to, arise. from or i. in any
way derived from the operation of a franchi••• •• cabl. syst.m,
including the studios and other facilities associated therewith.

4



Gross revenues include, by way of illustration and not
limitation, monthly fees charged subscribers for any basic,
optional, premium, per-channel or per-proqram service;
installation, disconnection, reconnection and change-in-service
fees; leased channel fees; late fees and administrative fees;
fees, payments or other consideration received from programmers
for carriage of programming on the cable system; revenues from
the rentals and sales of converters or other equipment; fees for
the rental of studios and production equipment and the use of
franchisee personneli advertising revenues; revenues from program
quides; revenues from the sale or carriage of non-cable services,
including information .ervices and bypa.s services; and revenues
from home shopping and bank-at-home channels, inclUding
commissions from the sales of goods. Gross revenues shall be the
basis for computing the franchise fee. Gross revenues shall not
include barter, the franchise fee, or any taxes on service.
furnished by a franchisee which are imposed directly on any
subscriber or user by the state, city or other governmental unit
and Which are collected by a franchisee on behalf of said
governmental unit.

Sec. 9-3-29 Person.

"Person" shall mean a natural person, partnership,
association, joint stock company, organization, corporation,
limited liability corporation and any other legal entity, and any
laWful successor thereto or transferee thereof, but such term
doe. not include the city.

Sec. 9-3-30 Public access channel.

"Public access channel" shall mean any channel on a cable
system s.t aside by a franchisee for use by the general public,
inclUding groups and individuals, and Which is available for such
us. on a non-discriminatory basis.

S.c. 9-3-31 Public rigbt.-o~-way.

"Public rights-of-way" shall mean the surfac., the air space
above the surfac., and the ar.a below the surfac. of any pUblic
str••t, highway, lan., path, all.y, sid.walk, boul.vard, drive or
bridg., in which the city holds a prop.rty int.r.st and Which,
consist.nt. with the purposes for which it. was acquir.d or
dedicated, may be used for the installation, operation and
maint.nanc. of a cabl. sy~... No r.f.r.nc. in this chapt.r or
in any franchis. agr...ene to a ·public right-of-way· shall be
d....d to be a repr.s.ntation or 9Uarant.. by the city that its
int.r.sts or oth.r rights in such right-of-way are SUfficient. to
p.rmit it.s us. for the installation, op.ration and maint.nanc. of
a cabl. syst.., and a franchis.. ahall be d....d to gain only
those rights which the city has the undisput.d right and pow.r to
giv••
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Sec. 9-3-32 Sale.

"Sale" shall mean any sale, exchange or barter transaction. )

Sec. 9-3-33 Service tier.

"Service tier" shall mean a package of two or more cable
services for which a separate charge is made by a franchisee,
other than a package of premium and pay-per-view services that
are also sold on a genuine a la carte basis.

Sec. 9-3-34 Subscriber.

"Subscriber" shall mean any person who legally receives any
service delivered over a cable system.

Sec. 9-3-35 Transfer.

(a) "Transfer" shall mean a transaction in which any of the
following occurs:

(i) more than twenty percent of the ownership interest
in a franchisee or in the cable system is sold, assigned, leased,
subleased or mortgaged, whether directly or indirectly;

(ii) control of a franchisee is transferred;

(iii) the rights or obligations, or both, of a franchisee
under a franchise are assigned or otherwise transferred, whether
directly or indirectly;

(iv) one or more general partners, with management
responsibilitie., are removed from or added to a franchi.ee; or

(v) a debt that i. secured, in whole or in part, by the
cable system of a franchisee is materially increased, Whether by
the franchisee or an affiliate, in a manner that may adver.ely
affect the cable system's rates or services.

(b) "Control," for purpos•• of this ••ction, mean. the legal
or practical ability to .xert actual working control ov.r the
affair. of a franchis•• , wh.th.r dir.ctly or indirectly and
whether by contractual agreem.nt, by majority or lesser own.rship
inter.st or by any oth.r .eans.

(c) A r.buttabl. pr.aumption that a transfer of the control
of a Franchis•• has occurr.d shall arise upon the acquisition or
accumulation of five percent or more of the own.rship of a
franchis•• by any p.rson or group of per.on. acting in concert,
wh.r. such person or group of p.rsons did not, at the tim. the
franchis. was grant.d, alr.ady own or control fifty p.rc.nt or
more of the ownership of the franchi••••
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Sec. 9-3-36 Transmission oL video programming directly to
customers.

"Transmission of video proqramming directly to subscribers"
shall mean the delivery of programming to equipment located or
subscriber premises, whether or not that programming is selected,
controlled or marketed to subscribers by the entity that delivers
it.

Sec. 9-3-37 User.

"User" shall mean a person utilizing a cable system channel or
equipment and facilities for purposes of producing or
transmitting material, as contrasted with the receipt thereof in
the capacity of a subscriber.

ARTICLE C

General Prancbise Characteristics

Sec. 9-3-51 Grant o~ ~ranchise.

The city council may grant one or more cable television
franchises in accordance with this chapter and, except as
otherwise expressly provided in a franchise agreement, each such
franchise shall be subject to the provisions of this chapter, as
it may be amended from time to time.

Sec. 9-3-52 Franchise required.

No person may construct or operate a
franchise granted by the city council.
a franchise without havinq entered into
with the city.

cable system without a
No person may be granted
a franchise agreement

Sec. 9-3-53 operation o~ a cable system without a Lranchi.e.

Any person who occupies pUblic rights-of-way for the purpose
of constructing or operating a cable system and who does not hold
a valid franchise from the city shall be subject to all
provisions of this chapter. In its discretion, the city may, at
any time, require such parson to enter into a franchise agreement
with the city, require such person to remove its property and
restore the area occupied ~y the property to a condition
satisfactory to the city,-:remove the property itself and restore
the area to a satistactory condition and charge the person the
costs therefor, or take any other action it is entitled to take
under applicable law, inclUding tiling an action tor damaqes. In
no event shall a franchise be created unle.s it is issued by
action of the city council and is subject to a written franchis.
agreement.
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Sec. 9-3-54 Franchise characteristics.

Ca> A franchise authorizes use of public rights-of-way for )
installing cables, wires, lines, optical fiber, underqround
conduit and other devices nece••ary and appurtenant to the
op.ration of a cabl••y.tem within a franchi.e area, but doe. not
authorize a franchisee to provide .ervic. to, or in.tall a cable
system on, private property without the property own.r's con.ent
(except for use of compatible easements pursuant to section 621
ot the Cable Act, 47 U.S.C. S 541(a)(2», or to use conduits
without a separate agreement with the owner of same.

(b) A franchise is non-exclusive and will not explicitly or
implicitly preclude the issuanc. of other franchises to operate
cable systems within the city, affect the city'S right to
authorize use ot public rights-ot-way by other persons to operate
cable systems or tor other purposes, or attect the city's right
to construct, operate, or maintain a cable system itself, with or
without a franchise.

(c) Once a franchise agreement has been executed by the city
and a franchisee, the agreement shall constitute a contract
between the tranchisee and the city, and the terms, conditions,
and provisions ot the agreement, subject to this chapter and all
oth.r duly enacted and applicable laws (except as expres.ly
otherwise provided in this agreement), shall define the rights
and obligations ot the tranchise. and the city relating to the
franchise.

(d) All privileges provided by a franchi•• shall be
subordinate to any prior lawtul occupancy of the pUblic rights
of-way, and the city .hall alway. retain the right to d.signate
where a franchi••• •• faciliti.s are to be placed within the
pUblic rights-of-way in order to avoid actual or potential

. conflict. between users ot the pUblic rights-of-way and to ensure
the satety and convenience of the public.

Cf) Except a. otherwi.e provided in a franchise agreement, a
franchis•• may not enter into or enforce any exclusive contract
with a subscriber Cincluding, but not limited to, a building
owner) as a condition of providing or continuing .ervice.

Sec. 9-3-55 Franch1see subject to other 1.."., po11ce power.

Ca) At all time., a f~anchi.ee shall be .ubject to and shall
comply with all applica~~ federal, state and local law., and
shall be .ubject to the lawful exerci.e of the city'. police
power authority, including all right. the city may have under the
Cable Act, 47 U.S.C. S 552.

Cb) Except as expre.sly otherwi.e provided in a franchi.e
aqreement, the city .hall retain all authority, including that
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given to it by federal and state law, to regulate cable systems,
franchisees and franchises.

Sec. 9-3-56 Acts at Lranchisee's expense.

Any act that a franchisee i. or may be required to perform
under this chapter, a franchi.e agreement or other applicable law
shall be performed at the franchisee's sole expense, unless
expressly provided to the contrary in this chapter, the franchise
agreement or other applicable law.

Sec. 9-3-57 Eminent domain.

Nothing in this chapter sball be deemed or construed to impair
or affect, in any way or to any extent, any right the city may
have to acquire the property of the franchise. through the
exercise of the right of eminent domain, or be deemed or
construed to contract away or to modify or abridge, either for a
term or in perpetuity, any right of eminent domain the city may
have with respect to any pUblic utility.

Sec. 9-3-58 Interpretation of franchise terms.

Ca) Except as otherwise expressly provided in a franchise
agreement, in the event of a conflict between this chapter and a
franchise agreement, the provisions of this chapter shall
control.

Cb) The provisions ot this chapter and a franchise agreement
shall be construed in favor of the city in order to eftect the
purposes of this chapter and to promote the public interest.

ee) Except as to matters that are governed solely by federal
law or regulation, a franchise agreement shall be governed by and
construed in accordance with the laws of the Commonwealth of
Virginia.

Sec. 9-3-59 Filing L••••

To b. acceptable for filing, applications and requests
submitt.d under this cbapter shall be accompanied by the
following filing fees which are designed to cover the costs
incurred by the city, other than out-of-pock.t expenses, in
processing the applications and requests:

ea) tor the grant ot-1ln initial franchise:

(1) a request to initiate the bidding process pursuant
to section 9-3-62: $5,000;

(2) a bid submitted pursuant to section 9-3-63:
$50,000; provided, that, if more than one bidder submits a bid,
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